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Abstract: Keretapi Tanah Melayu Berhad (KTMB) is the main rail operator in Peninsular 
Malaysia. Nowadays, rail transportation becomes a trend that many human beings will choose 
to take the train. This is because taking the train is very convenient and also can help in cost 
saving. Thus, in this research paper, the researcher will provide and present a further 
understanding of the KTMB services in the Northern sector. Besides that, the researcher will 
survey the satisfaction on service quality of KTMB among STML students. SERVQUAL 
model is used in this survey in order to survey about the satisfaction on service quality. 
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    INTRODUCTION 
Keretapi Tanah Melayu Berhad (KTMB), the Malayan Railways Limited is the main rail 
operator in Peninsular Malaysia. Before, it actually names as Federated Malay States 
Railways (FMSR) and Malayan Railway Administration (MRA). But, its current name as 
Keretapi Tanah Melayu in the year 1992. Until now, it remains wholly owned by the 
government. There are two types of KTM service operate under KTMB. The services have 
included KTM Komuter and KTM Electric Train Services (ETS). 
 
KTM Komuter introduced in the year 1995. It starts to provide services in Kuala Lumpur and 
surrounding of Klang Valley. This service was then introduced in Greater Penang in 
September 2015. After then, Southern sector services (between Seremban and Gemas) 
introduced in Negeri Sembilan on 10 October 2015. Thus, KTM Komuter has two coastlines, 
which known as the West coastline and East coastline. West coastline is serviced in the West 
Coast states of the Peninsular Malaysia. It is from the Padang Besar railway station (in Perlis) 
to Woodlands Train Checkpoint (in Singapore). East coastline runs services between Gemas 
railway station (Negeri Sembilan) and Tumpat railway station (in Kelantan). 
 
At present, it is undeniable that there are many people using KTM services. As we know that, 
UUM as a management university and it's located in Sintok, Kedah. It is not so far and 
actually takes around 30 minutes to the railway station (either Kodiang or Arau). Hence, 
UUM’s students will consider taking train compared to take a bus either back hometown or 
back to UUM. This is because train able provides services between states, save money and 
convenience. Therefore, the main purpose is to study the satisfaction on service quality of 
KTMB among students in UUM. 
 
    METHODOLOGY 
Quantitative method is one of the types of method that used to conduct this research. Hence, 
researcher used a quantitative survey to collect data among STML students. 
There are two types of variables in this research, which is independent variables and 








The independent variables in this survey are five elements of service quality which effect to 
the independent variable. Those five elements include reliability, assurance, tangible, empathy 
and also the responsiveness ("RATER model"). Besides, the dependent variable is about the 
satisfaction with service quality of KTMB. 
 
Based on the quantitative research, there are two sections provided in the questionnaire, which 
is Section A and Section B. Section A is about the demographic data of the respondents. 
Besides, Section B is divided into five parts which is the elements in the SERVQUAL model 
(responsiveness, assurance, tangible, empathy and reliability) each part. LIKERT scale will 
use in Section B to identify the level of satisfaction with service quality of KTMB among 
STML’s students. This research is using convenient sampling and there are 100 STML’s 
students as the targeted population from UUM. 
 
    RESULTS AND DISCUSSION 
 
Table 1 
Mean score of independent variables 
Variables  Mean Score 
Responsiveness  4.16 
Assurance  4.09 
Tangible  4.14 
Empathy  3.86 
Reliability  4.20 




 Mean of responsiveness  
Responsiveness  Mean Score 
Q1  4.16 
Q2  4.15 
Q3  4.10 
Q4  4.23 




 Table 3 
Mean of assurance 
 
Assurance  Mean Score 
Q1  4.13 
Q2  4.13 
Q3  4.06 
Q4  4.03 




 Mean of tangible  
Tangible  Mean Score 
Q1  4.16 
Q2  4.09 
Q3  4.12 
Q4  4.17 




 Mean of empathy  
Empathy  Mean Score 
Q1  4.08 
Q2  3.12 
Q3  4.13 
Q4  4.10 




 Mean of reliability  
Reliability  Mean Score 
Q1  4.31 
Q2  4.14 
Q3  4.25 
Q4  4.09 




 Mean of customer satisfaction  
Customer satisfaction Mean Score 










  Mean score of independent variables in gender  
 
Variables Mean Score Male Female 
Responsiveness 4.16 4.09 4.20 
Assurance 4.088 4.050 4.11 
Tangible 4.14 4.14 4.13 
Empathy 3.86 3.82 3.88 
Reliability 4.20 4.17 4.21 
Average Mean Score 4.09 4.05 4.11 
 
    CONCLUSION 
In this 21st century, although the development of technology is advancing, the services of 
KTMB will last longer and it will not become extinct. This is because rail transport is 
environmentally friendly, hence many people will choose to use this service. On the other 
hand, by taking the train can help public to reduce road congestion if they are driving on their 
own. As conclude, taking the train is more convenient to all public, besides, it also can help in 
saving time and also costs saving. 
 
In the nutshell, through this research among the satisfaction on service quality of KTMB, the 
level of satisfaction towards STML’s students is high. This means that according to the SPSS 
analysis, show that STML’s students overall agree and satisfied with the service quality 
provided by KTMB. 
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